if 



2V0 




receive call 



identify basic call 
data 



a^- 



route call and basic 
call data to a call 
center 



use basic call data 
to automatically 
access caller info 



2S0 




NO 



Exit 




use the caller info 
to automatically 
select a pitch 



present the pitch to 
the caller 



receive the 
response of the 
caller 



record the 
response of the 
caller to the pitch in 
near real time 



2SS 



act upon the 
response of the 
caller to the pitch 



100 



CALLER INFORMATION 



Basic Account Information 



account type 



account status 



method of payment 



Associated Information 



Caller Preference Information 



no preferences regarding any partner or offer, or 



• interested in a particular offer but did not have time to receive 
pitch during last call, or 



interested in pitches relating to a particular partner's offers, or 
not interested in pitches relating to a particular partner's 
offers, or 



not interested in any offers 



Historical Information 



history of past pitches presented 



• history of services or products purchased from pitch presenter 
or partners 



listing of services or products currently enrolled in by caller 



history of caller misbehavior (e.g., belligerent, illegal, TOS 
violation) 



Credit Status of Caller 



Caller Demographic Information 



sex 



age 



marital status 



• place of residence 



avocation 
profession 



determine caller 
screen name from 
basic call data 



qiO — 



provide screen 
name to Smart 
Transfer client 



it 



Smart Transfer 
client requests 
customer info by 
passing screen 
name to Smart 
Transfer server 



using the screen 
name the Smart 
Transfer server 
retreives basic 
acount info from a 
database 



using the basic 
account info the 
Smart Transfer 
server retrieves 
associated info 
from Smart 
Transfer databases 



return the basic 
account info and 
the associated info 

to the Smart 
Transfer client as 
the caller info 



2*5 

/ 




V 




3iS 



lip 



W 
0 



Caller 
Information 




360 



For each Sales Pitch 
Profile determine a 
60S — ) Comparison Result 
with respect to the 
Caller Information 



620 — 



identify a Sales Pitch 
Profile with an 
acceptable 
Comparison Result 



select a Sales Pitch 
associated with the 
identified Sales Pitch 
Profile 



Sales Pitch Profiles 



V 




410 



Sales Pitches 



6 IS 



630 



'forward the Sales Pitch to 
the Smart Transfer Client 
^as the selected sales pitch. 



-710 A 



1>(>o 
4 



Caller Information 
Data Field 


Caller Information - 


SALES PITCH PROFILE 
#1 

Match Criteria - "7 OS A 


Match? 


Caller Preference 


no preferences 


partner C products or 
services 


yes 


History of Past Pitches 
Presented 


• partner A - long distance 

• partner B - magazines 

• presenter - online account 
upgrade 


no prior pitch to caller 
regarding wireless service 
provided by partner C 


yes 


History of Services or 
Products Purchases from 
Pitch Presenter or 
Partners 


• presenter - online account 
upgrade 

• partner B - subscribed to 
music club 


any 


yes 


Listing of Services or 
Products Currently 
Enrolled in by Caller 


• presenter - online account 
upgrade 


no current enrollment in 
wireless service offered by 
partner C 


yes 


History or Caller 
Behavior 


no misbehavior 


no misbehavior 


yes 


Credit status ot caller 


AAA+ 


AAA ~ — U. n *+ n — 

AAA or better 


yes 


/\ccouni lniui iiiaiion 










fJlCLLUlUlll 


ally 


yes 




HpI inmipnt 


nntH nn 


IIKJ 


• method of 

payment 


credit card — 1 3D A 


credit card — "725 A 


yes 


f^allpr Opmnpranhir 

V^alld 1~S^I 1 IWc^l ULJ111 1> 

Information 








• sex 


F 


any 


yes 


• age 


28 


1 8 or greater 


yes 


• marital status 


M 


any 


yes 


• place of 
residence 


Durham, NC 


United States 


yes 


• profession 


financial analyst 


any 


yes 


• avocation(s) 


scuba, music, stock market 


any 


yes 



W 1A 






Caller Information 
Data Field 


Caller Information 


SALES PITCH PROFILE 
#2 


Match? 








Match Criteria 






Caller Preference 


no preferences 


partner C products or 
services 


yes 




History of Past Pitches 
Presented 


• partner A - long distance 

• partner B - magazines 

• presenter - online account 
upgrade 


no prior pitch to caller 
regarding upgraded wireless 
coverage provided by 
partner C 


yes 




History of Services or 
Products Purchases from 
Pitch Presenter or 
Partners 


• presenter - online account 
upgrade 

• partner B - subscribed to 
music club 


any 


yes 




Listing of Services or 
Products Currently 
Enrolled in by Caller 


• partner A - online 
account upgrade 


no current enrollment in 
upgraded wireless coverage 
offered by partner C 


yes 




History of Caller 
Misbehavior 


no misbehavior 


no misbehavior 


yes 




Credit Status of Caller 


AAA+ 


AAA or better 


yes 




Account Information 








X . 


• account type 


platinum 


any 


yes 


i.-n 


• account status 


delinquent 


paid up 


no 




• method of 
payment 


credit card ~ "^Ofc 


check — 12S^> 


no 




Caller Demographic 
Information 








rf 


• sex 


F 


any 


yes 




• age 


28 


1 8 or greater 


yes 




• marital status 


M 


single 


no 


ru 

set 

HU 


• place of 
residence 


Durham, NC 


United States 


yes 




• profession 


Financial Analyst 


any 


yes 




• avocation(s) 


scuba, music, stock market 


any 


yes 



f( 3 . 76 



* 



S20 



SID 



Caller Information 
Data Field 


Caller Information 


SALES PITCH 
PROFILE #3 


Criteria 
Weight 


Match? 
/Match 
Value 


Weighted 

Match 

Value 


Match Criteria - J£ 


- Caller Preference 


Prefer to not receive any sales 
pitches 


not adverse to partner 
C products or 
services 


20 


no/-l 


-20 -ft) 


History of Past Pitches 
Presented 


• partner A — long 
distance 

• partner B - magazines 

• presenter - online 
account upgrade 


no prior pitch to 
caller regarding 
wireless service 
provided by partner 

c 


I 


yes/1 


Z 


History of Services or 
Products Purchases 
from Pitch Presenter or 
Partners 


• presenter - online 
account upgrade 

• partner B - subscribed 
to music club 


any 


0 


yes/1 


0 


Listing of Services or 
rTOQUCis iwUiTcnuy 

st Enrolled in by Caller 

i 


• presenter -online 
account upgrade 

• partner C - wireless 
service 


no current enrollment 
in wireiess service 
offered by partner C 


10 


no/-l 


-10 


f History of Caller 
^Misbehavior 


no misbehavior 


no misbehavior 


0 


yes/1 


0 




A A A 4- 


AAA rti" nat+A** 

r\/\/\ Or OcllCI 


Z 


— 

yes/1 


z 


J Account Information 












*1 • account tvne 


platinum — SrS3 


silver - nlatinum — *JT*7^ 


1 — S£0 


ves/l-JiS 


* Of 


J • account status 


delinquent — 2S5 


paid up — £q5 


2 


yesM-JfiJ 


•2 - ?6S 


!• w IIICUIUU UI 

payment 


fTPflit card 

vl vUH 


any 

any 


n 

\j 


vpc/ 1 
yew i 


o 


jCaller Demographic 
1 Information 












1 • sex 


F 


any - Jf3C> 


0 


yes/1 


0 


i • age 


28 


1 8 or greater 


10 


yes/0 


0 


i • marital status 


M 


any 


0 


yes/1 


0 


• place of 
residence 


Durham, NC 


United States 


10 


yes/0 


0 


• profession 


financial analyst 


any 


0 


yes/1 


0 


• avocation(s) 


scuba, music, stock market 


any — £3$ 


o 


yes/1 


0 -£93 



Profile Correlation Value: -27 * — *C>5 



SALES PITCH LOOK-UP ' 


rABLE 


Sales Pitch Profile ~ 610 


Sales Pitch - 61 S 


Profile 1 


Pitch 1 


Profile 2 


Pitch 2 


Profile 3 


Pitch 3 






Profile n-1 


Pitch n-1 


Profile n 


Pitch n 



o 

m 




Partner 


Program 


Distribution 

(within Partner) 


Script 


Internal 
(25% of Total) 


Sign On a 
Friend 


100% 


"I would like to let you know that we will give 
you $50 every time you sign on a friend or 
family member before April 30 th . This will 
assist you in adding more friends and family to 
your Talk list and in keeping in touch. We'll be 
happy to mail out a 500-hour Free trial disc of 
our Latest Software to your friend or family 
member. Once that friend or family member 
has been a member for 90days, we'll mail you a 
check for $50! 

Who do you have in mind? 

If NO: "OK, Happy we were able to assist 
today." 

If YES: "Great, Til just process this order for 
the Free Trial Software to be mailed out 
immediately. Who else would you like us to 
send a Free Trial Software package to?" 

Thank you and have a great day." 


Partner A 
(35% of Total) 


Voyagers' Edge 


70% 

io\c> — > 


"Before I let you go, I want you to know that we 
have arranged for you to receive a Getaway 
Weekend and a free trial membership in our 
Voyagers' Edge program. May I connect you 
for more details?" 

If YES: "Great, I'll transfer you now." 




Emerald Vista 


30% 

ID\S 


"Before I let you go, I want you to know that we 
have arranged for you to receive a Free Personal 
Electronic Organizer and a free trial 
membership in our Emerald Vista program. 
May I connect you for more details?" 


Partner B 
(30% of Total) 


Long Distance 
Service 


100% 


"For being a valued Member you are eligible 
TO EARN UP TO THREE MONTHS OF our 
Service for trying an exclusive member benefit. 
What I'm going to do is bring someone on the 
line who can give you all of the details . . . 
OK?" 

If YES: "Great, I'll transfer you now." 


Partner C 
(10% of Total) 


Magazine Trial 


100% 

1625 


"Because you are a valued customer, we've 
arranged for you to try up to 2 magazines free 
for 2 months. You can choose from 
Entertainment by the Minute, Wealth, The 
Beautiful and The Famous, Athletics 
Illuminated, or Epoch" 

If YES: "May I connect you for more 
information?" 



%|0 



Smart Transfer client 
generates a feedback 
message containing \ I &5 
information related to the 
response 



Smart Transfer client 
communicates the 
feedback message to the 
Smart Transfer Server 
through the computer 
network 



- HID 



Smart Transfer Server 
updates the first and 
second databases using 
the information in the 
feedback message 



- 1115 
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Smart Transfer client 
requests telephone 
network to transfer 

caller to commercial 
partner 



telephone network 
transfers the caller to a 
commercial partner 
(CP) Smart Transfer 
client 



UlS- 



the CP Smart Transfer 
client accesses the 
caller info 



it 



ny 

\3 




NO 



Exit 



use the caller info 
to automatically 
select a pitch 



present the pitch to 
the caller 



1246- 



receive the 
response of the 
caller 



record the 
response of the 
caller to the pitch in 
near real time 



act upon the 
^50—1 response of the 
caller to the pitch 




\ZZ6 



